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June 18,2008

Stellar Nordia CRS Annual Complaint Log Summary

Attn: David Weiss
DDTP CRS Department Manager
505 14th Street
Suite 400
Oakland, California
94612

David,

Enclosed, please find the Stellar Nordia Complaint Log Summary for the 12-month
period ending May 31, 2008.

Yours truly,

Shelley Vassall
Operations Manager
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Customer Complaints· June 1, 2007 to May 31, 2008

Track.ing Number

CPVGO-08071515-3910
CPVCE-08072919-2417

CPTTY-07072913-3725
CPVCE-07071 015-2743
CPVCO-07072319-1599

CPHCQ-, 0070818-5879
CPSTS·,0072722-4446
CPTTY-10070219-3565

Contacted bv phone;provIded numbertO reach qender of oreference
Refunded amount owed

No contact information was provided; Complaint sent to Operations
Apologized to the customer and cailed back ""';th info provided by IT

Emailed apology to customer including leedback from coachina the CA

Description of the Solution

Called customer back to inform the charges did not belong to Nordia
Refunded amount owed

Refunded amount owed; advised caller to inform CA of COC

......~~C!~ed O:~~!0'T!e' the> sge,,! W0,.. I'7I hA mAT: In nllmhAr did not Fll(ist
No response required' caller abusive to agent· call disconnected by TM

Refunded amount owed
Customer never laxed information; no refund

uate 0
Solution

18-Jun-07
26-Jul-07
30-Jun-07

8-Aug-07
14-Nov-Q7
14-Auq-07

S-..!~~·O!

8-0ct-Q7
1~
6-0ct-07

27-Aug-07
14-Seo-07

CA "V, l;:;::;:;",i;;,. ;;a::e~::; ;::~v:::c ::i~cc::c:":c

Problem with accounts and credit line
Incorrect billing of Carrier of Cholce
Incorrect billinq of Carrier of Cholce

Description of the inquiry

Soiutions not helpful on website
Requesting STS CA, receiving CRS CA

Ciosinq of call was very a"";';ard

Didn't follow instructions to redial; hung u
Incorrect billing of Carrier of Cholce
Incorrect billinQ of Carrier of Choice

Requesting Female CA, receiving Male CA
Incorrect billinq of Carrier of Choice

Other Technical Tvoe
Billin

uidn'i iuiiuw <,;U:;iUlf'''' ;"s,'uctiu"
Acent Disconnected Caller

~
Billinl

SUb-Category

Billin
"B"iiiin
Billin

Other Service Type - Website
Cust Prof Dabtabase Not Available

Other Service T'

Category

Service Complaints
SeNice Complaints
Service Comolaints

Miscellaneous Complaints
Technical Complaint
Service Comolaints

Service Compiainls
Service Complaints

Miscellaneous Complaints
Miscellaneous Complaints

Technical Complaint
Miscellaneous Complaints

l-Jun-UI
17-Jun-07
2O-JUri:07
23-Jun-07

15-Aug-07
29-Auq-07

29-Jul-07
10-Jul-07
23-Jul--{)7

Usia
Received

S-Oct-07
"27-QCi:57
6-0ct-07

CAS Rco
CAS Voice

CAS Email
CAS Voice
CAS TTV

CAl:) TTY
CAS TTV
CAS Voice
CAS VCO

CAS Voice
CRS Voice
CRS Voice

Source
Origin ILanguage

CPTTV-0607Ql1i-2280
CPTTY-06071705-4561
CPTTY·06072017·2854
CPTTY-06072315-2642

Type
""-"JUNE

Complaint
Complaint
Complaint
Complaint

~CJULY .
Complaint
Complaint
Complaint
'0>AUG-:'i<
'Complai~t
Complaint

SEPT
No CAS Complaints in September
""'~'<'-OCT

Complaint
Complaint
Complaint

~ -
No CAS Complaints in November

Complaint
Complaint
Complaint
Complaint
Complaint

_JAN,
Complaint
Complaint
Complaint
Complaint
Complaint
Complaint
Complaint
Co~int

FEB

CPSTS-12071619-2984
CPTTY-12070114--4072
CPTTY-12070510-0408
CPTTV-12072421-5565
CPTTV-12070711-5028

CPSTS-01081120-3243
CPTTV-Ol080511-3398
CPTTY-01081119-4578
CPTTY-01081119-5486
CPTTV-Ol082021-0428
CPTTV-Ol082021-3612
CPVCE-Ol080311-5355
CPVCE-Ol080716-0801

CRS
CRS
CRS
CRS
CRS

CRS
CRS
CRS
CRS
CRS
CRS
CRS
CRS

STS
TIY

Voice
Voice
Voice

Voice
"iiOiCe
Email
VCO
VCO
Ti'Y
Voice
Voice

16-Dec-07
1-Dec-07
5-Dec-07
24-Dec-07
7-Bec:D7

l1-Jan-QS
5-Jan-OS

11-Jan-08
~
2O-Jan-QS
~
3-Jan-OB
7-Jan-OS

Service Complaints
Service Complaints

Micellaneous Complaints
Miscellaneous Complaints

Technical Complaint

Miscellaneous Complaints
service Complaints
Service Complaints
Service Complaints
Service Complaints
Service Complaints
Service Complaints
Service Comolaints

SpeeCh to Speech Service
AQent Attitude

"Biiiiii
Billin

Other Technical Tvpe

Billin
Biiifri.

Didn1 follow customer instruction
Didn1 follow customer instruction
Didn1follow customer instruction

Aoent Attitude
~

Billin

Calls are routed to CRS CA not STS CA
CA rude; interrupted caller before finished

Incorrect long distance billing charge
Caller complained of long distance charqes

Aequest for lona distance blockin

Reguest to refund long distance charges
Incorrect billing of Carn'er of Choice
Didn1 introduce call as instructed
Didn1 introduce call as instructed

Didn't inform caller of following instructions
CA didn1 send gender & interrupted caller
Aequest to refund long distance charges

Incorrect billin.o of Carrier of Cholce

12-Jan-08
13-Jan-08
~
ll-Feb-08
~

11-Feb-08
18-Jan-08
13-Jan-QS
19-Jan-08
21-Jan-08
~
12-Feb-08
16-Jan-08

Emailed apology to customer aclvising that the problem is fixed
Aoologized and advised CA would be coached; no response reguired

Refunded amount owed
Phoned customer 10 inform 01 credit refund and referred to DDTP

Contacted by phone; profile updated to block long distance charces

Refund was credited to customer's account.
Refunded amount owed

Emailed apOlogy to customer aclvising agent was coached
Apolooized & advised CA would be coached; incomplete email address

Aoologized & advised CA would be coached accordinal'
Sent letter to customer aclvising agent was coached

Aefunded amount owed to detention center
Foliowed-uD with customer to imorm of credit refund

Complaint
Complaint
Complaint
Complaint
Comolaint
Complaint
Complaint
Complaint
Comolaint

Comolaint

CPVCO-02081406-2649
CPVCO-Q2081617-3500
CPVCO-020S2501-4900
CPVCO-020Bl406-0969
CPVCO-02081306-0332
CPVCO-020Bll06-1150
CPVCO-020B0817-3074
CPVCO-020S0313-5041
CPVCO-02080220-0136

CPVCO-020B2712-1927

CRS
CRS
CRS
CRS
CRS
CRS
CRS
CRS
CRS

CRS

vco
VCO
VCO
VCO
VCO
Email
VCO
VCO
VCO

Voice

14-Feb-OS
16-Feb-08
25-Feb-08
~
13-Feb-QS
l1-Feb-QS
~
2-Feb-Q8
~

27-Feb-OB

Service Complaints
Service Complaints
Service Complaints
Service Complaints
Service Complaints
SerVice Complaints

Miscellaneous Complaints
Service Complaints
Service Comolaints

Technical Complaint

Other Service Type
Didn1follow customer instruction
Didn1 follow customer instruction

Other Service Type
Didn1 follow customer instruction
Didn1 follow customer instruction

Billing
Other

Other Service Tvoe

711 Database Not Available

CA disonnected before data for courteous
conclusion was fully transmitted

Didn't inform caller of followtng instructions
CA hung up before transmission of closin
CA hung up before transmission of closin'
Didn't inform caller of followlna instructions
Didn't infOrm caller of following instructions
Requesting refund of long distance charges
CA didn't type introduction of Auto System

VCO didn't receive closing macro
Dialed 711 and reached Sprint despite

Nordia as preferred provider on 711 Profile

15-Feb-08
16-Feb-08
25-Feb-OS
~
13-Feb-08
13-Feb-08
ll-Feb-08
10-Feb-OS
"2-"Feb-08

1S-Mar-08

Apologized to customer and advised that the agent would be coached
accordingly to avoid this from happening again in the future

Apologized and advised CA would be coached; invalid agent ID
Emailed apology to customer aclvising agent was coached

Apologized and advised CA would be coached; no response required
Aoolooized to customer bv email and requested aqentlD number

Emailed apology to customer adviSing agent was coached
Refunded amount owed

ApOlogized and adVised CA would be coached; no response reguired
Apologized & aclvised agent would be coached; email sent to floor & iT
Emailed customer requesting add'i info; forwarded response to OPS &

IT; inlormed customer to advise us if the problem occurs aaain



st~· MAR
Com laint CPTIV-0308l304-0540 CRS ITV l3-Mar-Oe Service Com laints Didn't follow customer instruction Not transferred to Cust Svc as requested le-Mar-Oe Apologized and advised CA would be coached: no response required

CA disconnected belore closing was Apologized to customer and advised that the agent would be coached
Com laint CPTIV-030e1112-23el CRS VCO 11-Mar-Oe Service Comolaints Other Service Tvoe comoletelv transmitted 1l-Mar-08 accordinJlv to avoid this irom haooenina aaain in the future
Com laint CPTIV-030e1110-1965 CRS VCO 11-Mar-08 Service Complaints Didn1 follow customer instruction Didn't inform caller at follov.ing instructions 11-Mar-08 Emailed apology to customer advising aqent was coached

;$ APR
Com laint CPTIV-04080911-3539 CRS ITV 9 r-08 Service Com laints Poor Sellin CA made selin errors 9-A r·08 A 01 ized and advised CA would be coached; no res onse re uimd

CA disconnected before closing was
Com laint CPTIV-040819225759 CRS VCO 19-Aor 08 Service Complaints Other Service Tyoe comnletelv transmitted 2l-Anr-08 Emailed annlnov to customer advisinn aqent was coached

Caller not comfortable with agent's atlitude
Apologized to customer and advised that the agent would be coached

Com laint CPVCE-04081822-3279 CRS VRS 18-Aor-Oe Service Comolaints Aaent Attitude due to line disconnectina in middle of call 24-Aor-08 :!~~0rd;"gIY!0 "'''oid !h;~ trO"' n,,~~~nin~ ''':I"in in InA f"lur"l

~\;;:'-MA'i,\-f-';

CA didn't send ciosing or disconnected
Com laint CPVCQ-05080115-1018 CRS VCO 1-Mav-08 Service Complaints Other Service Tvne before closinn was comnletelv transmitled 4-Ma -08 Emailed annlOC"l1 to customer advisinn aoant was coached
Com laint CPVCE-05081909-1926 CRS Voice 19-Ma -oe Service Com laints A ent Attitude CA was rude and discourteous 30-Ma -08 01 ized and advised CA would be coached: no res onse re uired
Com laint CPVCE-05081617-0049 CRS Voice 16-Ma -oe Service Com laints Billin Re uestin reiund of Ion distance char es 13-Jun-08 Refunded half of amount o'Mld
Com laint CPTIV-05082204-3414 CRS ITV 22-Ma -08 Service Com laints Didn't follow customer instruction Didn't inform caller of follov.in instructions 3-Jun-08 Emailed a 01 to customer advisin a ent was coached
Com laint CPTIV-050813l8-5038 CRS Voice 13-Ma -08 Miscellaneous Com laints Billin Re uestin refund of Ion distance cha es l5-Jun-08 Refunded amount owed
Com laint CPTIV-05081419-0155 CRS Voice 14-Ma -08 Service Com laints A ent Attitude CA was unfriendl and im olite 27-Ma -08 10 number didn't exist; forwarded to DDTP for rocessin

Comolaint Service Comolaints
CA lidn't follow instructions to not type Apologized and advised CA would be coached; created new profile unde

CPTIV-05082817-0685 CRS ITV 28-Mav-08 Didn't f~low customer instruction anvthinr. until the live "erson answers 17-Jun-OB the caller's new ohone number" no resoonse reauired



FCC Summary Log
For

California Relay Service
June 1, 2007 to May 31, 2008

DDTP

Number of Complaints received from June 1, 2007 to May 31, 2008

June July Aug Sept
'07 '07 '07 '07

432 0

Oct
'07

3

Nov
'07

o

Dec
'07

5

Jan
'08

8

Feb
'08

10

Mar
'08

3

Apr
'08

3

May
'08

7

The total Number of Complaints for this reporting period was 48.
Complaints are followed up and resolved in a timely manner.


